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8 “GETTING INTO YOUR CUSTOMER’S HEAD” 
Main Points
(1) Stages of Buy-Learning Process: i.e., “Determining a need, finding the best solution, committing to buy and evaluating the outcome.” p2. E.G., “Determining a need: A car that accumulates miles – are sudden, such as a raise. Change triggers discount: A person with an old car wants a newer one.” p2. ***IMP.: “In the Learn stage, buyers Re-search the different options to fulfill their need and decide the buying criteria. They then compare offerings.” p2.
(2) The Eight Sales Roles: i.e., “The more effective you, the seller, are at meeting buyers’ needs at each step, the better your chance of winning the sale.” p2. E.G., “Be a teacher to your customers so they learn to use your product and fulfill expectations.” p2. ***IMP.: “You can fulfill buyers’ evolving needs by taking on a different role for each of the eight steps in the buying process.” p2.
(3) Negotiation Strengths: i.e., “The first step in successfully negotiating a win-win agreement is to analyze the negotiating power of both you and the buyer.” p7. E.G., see the importance of this point. ***IMP.: “Many salespeople underestimate their strengths in a negotiation. Eager to make a sale and afraid the buyer will go someplace else, they make overly generous concessions. As a result, profits from the sale are limited, and the salesperson – as well as his or her company – loses in the agreement.” p7.
Action Steps
(1) Act as a Student: “Act as a student to study the CHANGE affecting your customers, and find opportunities to add value.” p2.
(2) Diagnose Customers”: “Diagnose customers’ DISCONTENTS and uncover their big needs as a DOCTOR would” p2.
(3) Act as a Therapist: “Act as a therapist to draw out prospects’ FEARS and resolve them” p2.
(4) Be Aware Of Your Negotiation Strengths: “Make sure that you are aware of your negotiating strengths.” p7.
Most Useful Point
Negotiation Strengths: i.e., “The first step in successfully negotiating a win-win agreement is to analyze the negotiating power of both you and the buyer.” p7. E.G., see the importance of this point. ***IMP.: “Many salespeople underestimate their strengths in a negotiation. Eager to make a sale and afraid the buyer will go someplace else, they make overly generous concessions. As a result, profits from the sale are limited, and the salesperson – as well as his or her company – loses in the agreement.” p7.
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